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Telephone call arrives 
at a voice response 
unit port. 



Voice response system collects data, 
including an ANI for each call. 



Upon determination that a call requires 
connection to an operator terminal, the 

voice response unit generates and 
transmits a message to a voice response 
unit interface including the data and ANI 
for the call. 



The voice response unit interface stores 
the data in interface unit memory and 
stores the ANI in a lookup table. 



The voice response unit interface sends a 
response to the voice response system 
indicating that the data has been 
successfully received and stored. 



0 Upon receipt of a response, the voice 

response system transfers the call to at 
least one specified queue configured the 
to hold the call. 



A data controller monitors the specified 
queue (s) to identify the receipt of 
calls . 



FIG. 3B 




The data controller identifies an ANI for 
each call identified in the specified 
queue ( s ) . 
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The data controller compares the ANI of 
each call in the specified queue (s) with 
the ANIs stored in the lookup table in the 
voice response unit interface to determine 
if a match exists • 
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If a match exists, the data controller 
retrieves the data from the interface 
memory and provides the same to an 
operator terminal assigned to handle the 

call. 



The interface removes the ANI from the 
lookup table. 



If no match, call did not come from voice 

response system. Call center management 
system processes call in ordinary manner. 



